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2021 February Ice Storm: Affected Customers vs. Time

ERCOT-Mandated Load Shed Challenges

* |nitially 35,000 weather-related
Customer outages

* ERCOT inability to meet demand resulted
in lengthy outages, nominally 200,000
customers

* Magnitude of Load Shed prevented
“rotation” of outages
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This slide is demonstrative as the weather varies across the footprint of the AE service area and the larger transmission system
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4, OBSERVATIONS AND FOLLOW-UP ACTIONS

e Winter Storms, anal e actions tak
identified follow-up actions are planned ¢

This section of the AAR summarizes what took place during
and identifies strangths and areas needing improvement. T
leverage best practices or to address identified of

by Austin Energy
ompletad to

tunities.

Observation 1— Community Communications

Austin Energy provided Information to the public under extreme clrcumstances and used varlous Inclusive forms
of public messaging, both during and Immediately after the Winter Storms. Communications with customers,
Austin Energy staff and management, City departments and City Councll offices were Impacted by the reduced
avallabllity of Internet and cell phone service. Other challenges Included the Impact of power loss on standard
communication tools, other technological challenges and language barrlers. Opportunities to collaborate on
communications with other public entities were identified.

Media and Communicatior

Background
At the onset of the Winter Storms. the Austin Energy team had an operational emergency communications plan and a
specific strategy in place for ERCO sued EEAs. In addition, utility staff conduct crisis media training to ensure various
teams understand the needs and demands of today's media and the public, so that the utility can deliver messages clearly
and with credibility

ERCOT has a series of emergency procedures that may be used when operating reserves drop below specified levels. There
are three levels of EEA, depending on the capacity of operating reserves that are avallable to meat the electric demand on
the system

EEA Level 1

When operating reserves drop below 2.300 MW and are not expected to recover within 30 minutes, grid operators can call
on all avallable power supplies, including power from other grids, if avallable

EEA Level 2

When operating reserves are less than 1,750 MW and are not expected to recover within 30 minutes, ER
demand on the system by Interrupting power from large industrial customers who have contractually agreed
ectricity turned off during an emergency. ER!
address tight operating conditions.

EEA Level 3

An EEA3 s declared if operating reserves cannot be maintained above 1,375 MW, If conditions do not improve, continue
to deteriorate or operating reserves drop below 1.000 MW and are not exp: d to recover within 30 minutes, ERCOT will
order transmission companies to Implement controlied outages

can reduce
o have their
OT can also use demand response resources that have been procured to

Austin Energy’s strategy includes communications specific to each EEA level, building up to the following EEA messaging
tactics used In this event:®

+  News releases (English and Spanish)

«  NewsFlash emalls to Key Account customers

rgy February Storm Briefing

www.austintexs:
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Observation 3 — Medically Vulnerable Registry

Austin Energy reached out to 365 customers assoclated with the Medically Vulnerabie Registry (MVR) during the Winter
Storms, performing wellness checks and providing resource information as needed.

Background

The COA Customer Assistance Program {(CAP) engages with vuinerable populations across Austin Energy’s territory to
reduce and avoid interruption of critical utility services. MVR is a program within CAP through which Austin Energy provides
account support, one-on-one case management, home visits, referrals to other social service providers and a sensitive,
customer-centric collections process for MVR customers.

During the Winter Storms, CAP team members were activated and conducted outreach to enrolled MVR customers
and those customers pending approval. They checked on well-being, power status, and reminded cus' ers of the
emergency backup plans they created In coliaboration with CAP staff. MVR custol were provided with resources
for food, water and warming centers. MVR customers who could not be reached directly or through a third party were
referred to Austin Energy field stalf. The field staff conducted 21 wellness checks and referred nine customers to EMS.

Follow-Up Actions

0OA 3] - Incorporate processes Lo check meter status, alert staff to outages among medically vuinerable
populations and confirm a triage plan for weliness checks with intemal teams and other COA
departments. (Qtr. 4, 2021)

0OA 3.2 - Work with other COA departments to astablish a coordinated communication process to assist
the medically vulnerable. (Qtr. 1, 2022)

OA 3.3 - Refine the existing MVR process to update contact information regularty through outbound call efforts
(Qtr. 1, 2022)

Observation 4 — Incident Command Team

The Austin Energy Incident Command Team successfully activated during the Winter Storms and It provided leadership
and coordinated restoration activities according to established procedures. The Incident Command Team Included the
full breadth of Austin Energy leadership to ensure all groups were briefed on unfolding Winter Storms events and that
they were responsive. The extent and severity of the Winter Storms revealed Improvement opportunities in policy and
procedures, staffing and training.

Background

Austin Energy uses the NIMS In Its Incident Command System (ICS) to command, control and coordinate emergency events.
Al the time of the Winter Storms, Austin Energy’s ICS had been continuocusly activated since March 2020 in response to the
VID-19 pandemic. The ICS transitioned, without interruption, to respond to the Winter Storms event. The ICS includes
an Executive Crisis Management Team and an Operational Incident Command Team. These teams held frequent structured

meetings during the Winter Storms. Critical communications and severe weather updates were available to key de
makers, resulting in informed decisions based on broad parameters and a high level of situational awareness. Some ke
Improvement opportunities noted during the Winter Storms include evaluating and Improving employee preparednes
tralning processes
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Observation 8 — Management of Vegetation near Power Lines

Austin Energy electric circuits with recently pruned vegetation performed significantly better during the Winter
Storms than circuits around vegetation that had not been pruned recently. Austin Energy’s customers benefit from
the maintenance of adequate and standard tree clearances.

Background

Austin Energy’s contractors performed significant emergency tree pruning near power lines to remove tree branches and
trees damaged by the inclement weather in order to restore power. The utility’s customers benefit from adequate clearances
between branches and vegetation and power lines. In 2019, Austin Energy increased Its standard clearances between trees
and wires. As Austin Energy vegetation management contractors complete their citywide tree trimming cycle, there will be
greater clearan tween trees and power lines throughout the city and fewer instances of tree-caused outages during
significant storm events

Follow-Up Actions

DA B.1 - Continue the Austin Energy vegetation management pruning program cycle and maintain adequate
clearances between trees and wires In accordance with th sarances established in 2019
(Ongoing)

OA 8.2 - Communicate to neighborhood associations and other community groups the pressing need for Austin
Energy to prune reguiarly In accordance with its standard clearances to ensure that adequate tree and
vegetation clearances are established and maintained around power lines. (Ongaing)

it
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Areas that Worked Well

* Energy Control Center systems and
timely implementation of Load Shed

* Sustaining power to customers on
critical load list

* Performance of power generation units

* Energy market risk management and
customer rate protection

* Transmission lines and substations
* Incident Command Structure
* Remote workforce

* Occupational safety management

Areas for Follow-Up

* ERCOT market design discussions and
potential regulatory changes

* Community communications, text alerts
and outage map

* Vegetation management

* Evaluate further sectionalizing circuits
and expanded smart grid technologies

* Increased coordination with large
industrial customers to aid in Load Shed

* Development of method for reducing
power use on downtown network

* Increased coordination with City
Departments
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